
Community and Culture Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Community and Culture

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application None Housing and 

Community 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Reporting Contribute 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0
0

5
0

0
0

5
0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1



High Low Medium Total

Help Desk Application Total 0

0

4

2

0

0

4

2

Total 0
0

4
2

0
0

4
2

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

None Contribute 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Reporting Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

1

0

0

8

1



High Low Medium Total

Metro A 

Desktop 

Support

Network Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

3

1

0

0

3

1

Total 0
0

14
2

1
0

15
2

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 0

0

6

0

0

0

6

0



High Low Medium Total

Metro B 

Desktop 

Support

_No Tier 2 None Total 0

0

6

0

0

0

6

0

Total 0

0

6

0

0

0

6

0

Application None None 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

0

0

0

5

0

PC/Laptop Error None 0

0

1

0

1

0

2

0

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

2

1

1

0

3

1

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Total 0

0

5

1

1

0

6

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0
0

20
1

1
0

21
1

Metro B Help 

Desk

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

None Cisco 

AnyConnect 

0

0

1

1

0

0

1

1

Microsoft Excel 0

0

1

1

0

0

1

1

None 0

0

1

1

0

0

1

1



High Low Medium Total

Metro B Help 

Desk

Application None Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

4

4

0

0

4

4

Total 0

0

7

5

0

0

7

5

Network Password Novell Client 

for 32-bit 

0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

15
7

0
0

15
7

Metro B 

Hosting

_No Tier 2 None None 0

0

2

0

0

0

2

0



High Low Medium Total

Metro B 

Hosting

_No Tier 2 None Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Contribute 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

3
0

0
0

4
0

Rural South 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None Internet 

Explorer

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Rural South 

Desktop 

Support

Application Total 0

0

2

1

0

0

2

1

Total 0
0

3
1

0
0

3
1

Voice 

Operations

Telecom Area Code None 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Call/Receive Telephone 2

0

0

0

0

0

2

0

Total 2

0

0

0

0

0

2

0

Dial Tone None 0

0

1

0

0

0

1

0

Telephone 1

0

0

0

0

0

1

0

Total 1

0

1

0

0

0

2

0

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 3

0

3

0

2

0

8

0

Total 3
0

3
0

2
0

8
0

Voice/Data/WA

N Services

Telecom Hardware None 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 4
0

72
13

4
0

80
13



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application None Housing and 

Community 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Reporting Contribute 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0
0

5
0

0
0

5
0

Capitol 

Desktop 

Support

Application None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0



High Low Medium Total

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

4

1

0

0

4

1

None Contribute 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

1

0

0

8

1

Network Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro A 

Desktop 

Support

Network Total 0

0

1

0

0

0

1

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Virus Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

1

0

0

3

1

Total 0
0

14
2

1
0

15
2

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 0

0

6

3

0

0

6

3

Total 0

0

6

3

0

0

6

3

Total 0

0

6

3

0

0

6

3



High Low Medium Total

Metro B 

Desktop 

Support

Application None None 0

0

4

2

0

0

4

2

Total 0

0

4

2

0

0

4

2

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

2

0

0

5

2

PC/Laptop Error None 0

0

1

1

1

1

2

2

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

1

1

1

3

2

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

1

1

1

6

2

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0

1

0

0

0

1

0

None None 0

0

3

2

0

0

3

2

Total 0

0

3

2

0

0

3

2

Total 0

0

4

2

0

0

4

2

Total 0
0

20
8

1
1

21
9

Metro B Help 

Desk

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

None Cisco 

AnyConnect 

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0

7

0

0

0

7

0

Network Password Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

15
0

0
0

15
0

Metro B 

Hosting

_No Tier 2 None None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1



High Low Medium Total

Metro B 

Hosting

Application Error Contribute 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1
1

3
1

0
0

4
2

Rural South 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None Internet 

Explorer

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

3
0

0
0

3
0



High Low Medium Total

Voice 

Operations

Telecom Area Code None 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Call/Receive Telephone 2

0

0

0

0

0

2

0

Total 2

0

0

0

0

0

2

0

Dial Tone None 0

0

1

0

0

0

1

0

Telephone 1

0

0

0

0

0

1

0

Total 1

0

1

0

0

0

2

0

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 3

0

3

0

2

0

8

0

Total 3
0

3
0

2
0

8
0

Voice/Data/WA

N Services

Telecom Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0

1
0

0
0

1
0

Total 4
1

72
11

4
1

80
13



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application None Housing and 

Community 

0

0.00

1

0.37

0

0.00

1

0.37

None 0

0.00

2

0.46

0

0.00

2

0.46

Total 0

0.00

3

0.43

0

0.00

3

0.43

Reporting Contribute 0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

4

0.35

0

0.00

4

0.35

Total 0
0.00

5
0.28

0
0.00

5
0.28

Capitol 

Desktop 

Support

Application None BlackBerry 0

0.00

1

0.81

0

0.00

1

0.81

Total 0

0.00

1

0.81

0

0.00

1

0.81



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0.00

1

0.81

0

0.00

1

0.81

Total 0
0.00

1
0.81

0
0.00

1
0.81

Capitol Hosting _No Tier 2 None None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Network None Novell 

GroupWise

0

0.00

1

0.51

0

0.00

1

0.51

Total 0

0.00

1

0.51

0

0.00

1

0.51

Total 0

0.00

1

0.51

0

0.00

1

0.51

Total 0
0.00

2
0.27

0
0.00

2
0.27

Help Desk Application Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password PGP 0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

2

0.58

0

0.00

2

0.58

Total 0

0.00

3

0.39

0

0.00

3

0.39

Total 0

0.00

4

0.29

0

0.00

4

0.29

Total 0
0.00

4
0.29

0
0.00

4
0.29



High Low Medium Total

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.38

1

0.13

3

0.30

Total 0

0.00

2

0.38

1

0.13

3

0.30

Total 0

0.00

2

0.38

1

0.13

3

0.30

Application Error Novell Client 

for 32-bit 

0

0.00

2

0.63

0

0.00

2

0.63

Novell 

GroupWise

0

0.00

2

0.17

0

0.00

2

0.17

Total 0

0.00

4

0.40

0

0.00

4

0.40

None Contribute 0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.96

0

0.00

1

0.96

Total 0

0.00

2

0.48

0

0.00

2

0.48

Password None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Reporting Microsoft 

Windows XP 

0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

8

0.35

0

0.00

8

0.35

Network Password Novell Client 

for 32-bit 

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11



High Low Medium Total

Metro A 

Desktop 

Support

Network Total 0

0.00

1

0.11

0

0.00

1

0.11

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

1

1.25

0

0.00

1

1.25

Total 0

0.00

1

1.25

0

0.00

1

1.25

Virus Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.42

0

0.00

3

0.42

Total 0
0.00

14
0.35

1
0.13

15
0.34

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0
0.00

1
0.09

0
0.00

1
0.09

Metro B 

Desktop 

Support

_No Tier 2 None None 0

0.00

6

2.15

0

0.00

6

2.15

Total 0

0.00

6

2.15

0

0.00

6

2.15

Total 0

0.00

6

2.15

0

0.00

6

2.15



High Low Medium Total

Metro B 

Desktop 

Support

Application None None 0

0.00

4

5.44

0

0.00

4

5.44

Total 0

0.00

4

5.44

0

0.00

4

5.44

Password None 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

5

4.37

0

0.00

5

4.37

PC/Laptop Error None 0

0.00

1

2.59

1

1.45

2

2.02

Novell Client 

for 32-bit 

0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

2

1.34

1

1.45

3

1.38

Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Performance None 0

0.00

1

0.46

0

0.00

1

0.46

Total 0

0.00

1

0.46

0

0.00

1

0.46

Total 0

0.00

5

0.63

1

1.45

6

0.77

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.02

0

0.00

1

0.02



High Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0.00

1

0.02

0

0.00

1

0.02

None None 0

0.00

3

2.31

0

0.00

3

2.31

Total 0

0.00

3

2.31

0

0.00

3

2.31

Total 0

0.00

4

1.74

0

0.00

4

1.74

Total 0
0.00

20
2.24

1
1.45

21
2.21

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Application Error None 0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

None Cisco 

AnyConnect 

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft Excel 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

1

0.00

0

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0.00

7

0.00

0

0.00

7

0.00

Network Password Novell Client 

for 32-bit 

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Hardware None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

15
0.00

0
0.00

15
0.00

Metro B 

Hosting

_No Tier 2 None None 0

0.00

2

0.99

0

0.00

2

0.99

Total 0

0.00

2

0.99

0

0.00

2

0.99

Total 0

0.00

2

0.99

0

0.00

2

0.99



High Low Medium Total

Metro B 

Hosting

Application Error Contribute 0

0.00

1

0.58

0

0.00

1

0.58

Total 0

0.00

1

0.58

0

0.00

1

0.58

Total 0

0.00

1

0.58

0

0.00

1

0.58

Network Incident None 1

2.03

0

0.00

0

0.00

1

2.03

Total 1

2.03

0

0.00

0

0.00

1

2.03

Total 1

2.03

0

0.00

0

0.00

1

2.03

Total 1
2.03

3
0.85

0
0.00

4
1.15

Rural South 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application Error Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None Internet 

Explorer

0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

2

0.10

0

0.00

2

0.10

Total 0
0.00

3
0.07

0
0.00

3
0.07



High Low Medium Total

Voice 

Operations

Telecom Area Code None 0

0.00

0

0.00

2

0.18

2

0.18

Total 0

0.00

0

0.00

2

0.18

2

0.18

Call/Receive Telephone 2

0.04

0

0.00

0

0.00

2

0.04

Total 2

0.04

0

0.00

0

0.00

2

0.04

Dial Tone None 0

0.00

1

0.17

0

0.00

1

0.17

Telephone 1

0.09

0

0.00

0

0.00

1

0.09

Total 1

0.09

1

0.17

0

0.00

2

0.13

Feature None 0

0.00

1

0.37

0

0.00

1

0.37

Total 0

0.00

1

0.37

0

0.00

1

0.37

None None 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Total 3

0.06

3

0.24

2

0.18

8

0.16

Total 3
0.06

3
0.24

2
0.18

8
0.16

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0.00

1
0.22

0
0.00

1
0.22

Total 4
0.55

72
0.80

4
0.49

80
0.77



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application None Housing and 

Community 

0

0

1

0

0

0

1

0

None 0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

Reporting Contribute 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

1

0

0

4

1

Total 0
0

5
1

0
0

5
1

Capitol 

Desktop 

Support

Application None BlackBerry 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Total 0
0

1
0

0
0

1
0

Capitol Hosting _No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password PGP 0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

Total 0
0

4
0

0
0

4
0

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

1

0

3

0



High Low Medium Total

Metro A 

Desktop 

Support

_No Tier 2 None Total 0

0

2

0

1

0

3

0

Total 0

0

2

0

1

0

3

0

Application Error Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

None Contribute 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

8

0

0

0

8

0

Network Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro A 

Desktop 

Support

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Virus Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0
0

14
0

1
0

15
0

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 0

0

6

2

0

0

6

2

Total 0

0

6

2

0

0

6

2

Total 0

0

6

2

0

0

6

2

Application None None 0

0

4

2

0

0

4

2



High Low Medium Total

Metro B 

Desktop 

Support

Application None Total 0

0

4

2

0

0

4

2

Password None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

5

3

0

0

5

3

PC/Laptop Error None 0

0

1

0

1

0

2

0

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

2

1

1

0

3

1

Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Performance None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

3

1

0

6

3

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

4

1

0

0

4

1

Total 0
0

20
9

1
0

21
9

Metro B Help 

Desk

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

None Cisco 

AnyConnect 

0

0

1

0

0

0

1

0

Microsoft Excel 0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

7

0

0

0

7

0



High Low Medium Total

Metro B Help 

Desk

Network Password Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

15
0

0
0

15
0

Metro B 

Hosting

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application Error Contribute 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Hosting

Application Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1
1

3
0

0
0

4
1

Rural South 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None Internet 

Explorer

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

3
0

0
0

3
0

Voice 

Operations

Telecom Area Code None 0

0

0

0

2

0

2

0



High Low Medium Total

Voice 

Operations

Telecom Area Code Total 0

0

0

0

2

0

2

0

Call/Receive Telephone 2

0

0

0

0

0

2

0

Total 2

0

0

0

0

0

2

0

Dial Tone None 0

0

1

0

0

0

1

0

Telephone 1

0

0

0

0

0

1

0

Total 1

0

1

0

0

0

2

0

Feature None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 3

0

3

0

2

0

8

0

Total 3
0

3
0

2
0

8
0

Voice/Data/WA

N Services

Telecom Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0



High Low Medium Total

Total 4
1

72
10

4
0

80
11



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0.00

1

3.22

0

0.00

1

3.22

Total 0

0.00

1

3.22

0

0.00

1

3.22

Total 0

0.00

1

3.22

0

0.00

1

3.22

Application None Housing and 

Community 

0

0.00

1

0.63

0

0.00

1

0.63

None 0

0.00

2

12.02

0

0.00

2

12.02

Total 0

0.00

3

8.22

0

0.00

3

8.22

Reporting Contribute 0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

4

6.73

0

0.00

4

6.73

Total 0
0.00

5
6.03

0
0.00

5
6.03

Capitol 

Desktop 

Support

Application None BlackBerry 0

0.00

1

0.81

0

0.00

1

0.81

Total 0

0.00

1

0.81

0

0.00

1

0.81

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Capitol 

Desktop 

Support

Application Total 0

0.00

1

0.81

0

0.00

1

0.81

Total 0
0.00

1
0.81

0
0.00

1
0.81

Capitol Hosting _No Tier 2 None None 0

0.00

1

2.29

0

0.00

1

2.29

Total 0

0.00

1

2.29

0

0.00

1

2.29

Total 0

0.00

1

2.29

0

0.00

1

2.29

Network None Novell 

GroupWise

0

0.00

1

1.36

0

0.00

1

1.36

Total 0

0.00

1

1.36

0

0.00

1

1.36

Total 0

0.00

1

1.36

0

0.00

1

1.36

Total 0
0.00

2
1.83

0
0.00

2
1.83

Help Desk Application Error None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password PGP 0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

2

2.36

0

0.00

2

2.36

Total 0

0.00

3

1.58

0

0.00

3

1.58

Total 0

0.00

4

1.18

0

0.00

4

1.18

Total 0
0.00

4
1.18

0
0.00

4
1.18



High Low Medium Total

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.38

1

0.13

3

0.30

Total 0

0.00

2

0.38

1

0.13

3

0.30

Total 0

0.00

2

0.38

1

0.13

3

0.30

Application Error Novell Client 

for 32-bit 

0

0.00

2

0.82

0

0.00

2

0.82

Novell 

GroupWise

0

0.00

2

0.17

0

0.00

2

0.17

Total 0

0.00

4

0.49

0

0.00

4

0.49

None Contribute 0

0.00

1

0.31

0

0.00

1

0.31

Novell 

GroupWise

0

0.00

1

0.96

0

0.00

1

0.96

Total 0

0.00

2

0.64

0

0.00

2

0.64

Password None 0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

1

0.10

0

0.00

1

0.10

Reporting Microsoft 

Windows XP 

0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

1

0.24

0

0.00

1

0.24

Total 0

0.00

8

0.45

0

0.00

8

0.45

Network Password Novell Client 

for 32-bit 

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

1

0.11

0

0.00

1

0.11



High Low Medium Total

Metro A 

Desktop 

Support

Network Total 0

0.00

1

0.11

0

0.00

1

0.11

PC/Laptop Error None 0

0.00

1

0.10

0

0.00

1

0.10

Total 0

0.00

1

0.10

0

0.00

1

0.10

None None 0

0.00

1

1.59

0

0.00

1

1.59

Total 0

0.00

1

1.59

0

0.00

1

1.59

Virus Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.56

0

0.00

3

0.56

Total 0
0.00

14
0.44

1
0.13

15
0.42

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0
0.00

1
0.09

0
0.00

1
0.09

Metro B 

Desktop 

Support

_No Tier 2 None None 0

0.00

6

5.86

0

0.00

6

5.86

Total 0

0.00

6

5.86

0

0.00

6

5.86

Total 0

0.00

6

5.86

0

0.00

6

5.86



High Low Medium Total

Metro B 

Desktop 

Support

Application None None 0

0.00

4

6.16

0

0.00

4

6.16

Total 0

0.00

4

6.16

0

0.00

4

6.16

Password None 0

0.00

1

15.42

0

0.00

1

15.42

Total 0

0.00

1

15.42

0

0.00

1

15.42

Total 0

0.00

5

8.01

0

0.00

5

8.01

PC/Laptop Error None 0

0.00

1

2.59

1

1.45

2

2.02

Novell Client 

for 32-bit 

0

0.00

1

7.92

0

0.00

1

7.92

Total 0

0.00

2

5.26

1

1.45

3

3.99

Hardware None 0

0.00

1

7.84

0

0.00

1

7.84

Total 0

0.00

1

7.84

0

0.00

1

7.84

None None 0

0.00

1

16.79

0

0.00

1

16.79

Total 0

0.00

1

16.79

0

0.00

1

16.79

Performance None 0

0.00

1

3.07

0

0.00

1

3.07

Total 0

0.00

1

3.07

0

0.00

1

3.07

Total 0

0.00

5

7.64

1

1.45

6

6.61

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

2.02

0

0.00

1

2.02



High Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0.00

1

2.02

0

0.00

1

2.02

None None 0

0.00

3

5.92

0

0.00

3

5.92

Total 0

0.00

3

5.92

0

0.00

3

5.92

Total 0

0.00

4

4.95

0

0.00

4

4.95

Total 0
0.00

20
6.66

1
1.45

21
6.41

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

3

0.15

0

0.00

3

0.15

Total 0

0.00

3

0.15

0

0.00

3

0.15

Total 0

0.00

3

0.15

0

0.00

3

0.15

Application Error None 0

0.00

1

0.91

0

0.00

1

0.91

Novell 

GroupWise

0

0.00

2

0.17

0

0.00

2

0.17

Total 0

0.00

3

0.42

0

0.00

3

0.42

None Cisco 

AnyConnect 

0

0.00

1

0.33

0

0.00

1

0.33

Microsoft Excel 0

0.00

1

0.10

0

0.00

1

0.10

None 0

0.00

1

0.30

0

0.00

1

0.30

Novell 

GroupWise

0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

4

0.20

0

0.00

4

0.20



High Low Medium Total

Metro B Help 

Desk

Application Total 0

0.00

7

0.29

0

0.00

7

0.29

Network Password Novell Client 

for 32-bit 

0

0.00

2

0.02

0

0.00

2

0.02

Total 0

0.00

2

0.02

0

0.00

2

0.02

Total 0

0.00

2

0.02

0

0.00

2

0.02

PC/Laptop Error None 0

0.00

1

0.19

0

0.00

1

0.19

Total 0

0.00

1

0.19

0

0.00

1

0.19

Hardware None 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

1

0.09

0

0.00

1

0.09

Total 0

0.00

2

0.14

0

0.00

2

0.14

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0
0.00

15
0.20

0
0.00

15
0.20

Metro B 

Hosting

_No Tier 2 None None 0

0.00

2

3.10

0

0.00

2

3.10

Total 0

0.00

2

3.10

0

0.00

2

3.10

Total 0

0.00

2

3.10

0

0.00

2

3.10



High Low Medium Total

Metro B 

Hosting

Application Error Contribute 0

0.00

1

0.58

0

0.00

1

0.58

Total 0

0.00

1

0.58

0

0.00

1

0.58

Total 0

0.00

1

0.58

0

0.00

1

0.58

Network Incident None 1

4.56

0

0.00

0

0.00

1

4.56

Total 1

4.56

0

0.00

0

0.00

1

4.56

Total 1

4.56

0

0.00

0

0.00

1

4.56

Total 1
4.56

3
2.26

0
0.00

4
2.83

Rural South 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

3.18

0

0.00

1

3.18

Total 0

0.00

1

3.18

0

0.00

1

3.18

Total 0

0.00

1

3.18

0

0.00

1

3.18

Application Error Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

None Internet 

Explorer

0

0.00

1

0.46

0

0.00

1

0.46

Total 0

0.00

1

0.46

0

0.00

1

0.46

Total 0

0.00

2

0.23

0

0.00

2

0.23

Total 0
0.00

3
1.22

0
0.00

3
1.22



High Low Medium Total

Voice 

Operations

Telecom Area Code None 0

0.00

0

0.00

2

0.56

2

0.56

Total 0

0.00

0

0.00

2

0.56

2

0.56

Call/Receive Telephone 2

0.44

0

0.00

0

0.00

2

0.44

Total 2

0.44

0

0.00

0

0.00

2

0.44

Dial Tone None 0

0.00

1

0.36

0

0.00

1

0.36

Telephone 1

0.21

0

0.00

0

0.00

1

0.21

Total 1

0.21

1

0.36

0

0.00

2

0.28

Feature None 0

0.00

1

0.37

0

0.00

1

0.37

Total 0

0.00

1

0.37

0

0.00

1

0.37

None None 0

0.00

1

0.18

0

0.00

1

0.18

Total 0

0.00

1

0.18

0

0.00

1

0.18

Total 3

0.36

3

0.31

2

0.56

8

0.39

Total 3
0.36

3
0.31

2
0.56

8
0.39

Voice/Data/WA

N Services

Telecom Hardware None 0

0.00

1

3.81

0

0.00

1

3.81

Total 0

0.00

1

3.81

0

0.00

1

3.81

Total 0

0.00

1

3.81

0

0.00

1

3.81



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0.00

1
3.81

0
0.00

1
3.81

Total 4
1.41

72
2.74

4
0.68

80
2.57

_No Tier 2 YesNone  9.49TIR:TIR Missed:NoneINC000000151357

Yes  18.97TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.13TIR:TIR Missed:NoneINC000000153157

No  0.13TTR:TTR Missed:Metro A Desktop Support Medium ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153900

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153918

No  0.21TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153962

No  0.87TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154142

No  0.05TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154333

No  0.20TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000156425

No  3.18TTR:TTR Missed:Rural South Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.22TIR:TIR Missed:NoneINC000000156918

No  0.22TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157706

No  3.22TTR:TTR Missed:Application Support Low ClosedCommunity and Culture

_No Tier 2 YesNone  1.90TIR:TIR Missed:NoneINC000000158099

No  4.29TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 YesNone  1.46TIR:TIR Missed:NoneINC000000158133

No  3.85TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.05TIR:TIR Missed:NoneINC000000158354

Yes  7.16TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.54TIR:TIR Missed:NoneINC000000158618

No  0.54TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

_No Tier 2 YesNone  1.99TIR:TIR Missed:NoneINC000000160224

No  1.99TTR:TTR Missed:Metro B Hosting Low ResolvedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160714

No  4.20TTR:TTR Missed:Metro B Hosting Low ResolvedCommunity and Culture

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000162096

No  2.29TTR:TTR Missed:Capitol Hosting Low ResolvedCommunity and Culture

Application

Application NoError  0.08TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000151522

No  0.08TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoReporting  0.24TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000151743

No  0.24TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture



Application YesNone  12.55TIR:TIR Missed:NoneINC000000151826

Yes  12.55TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:NoneINC000000152419

No  0.91TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

Application NoError  0.09TIR:TIR Missed:Novell GroupWiseINC000000153188

No  0.09TTR:TTR Missed:Metro A Help Desk Low ClosedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:NoneINC000000153356

No  2.11TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoPassword  0.00TIR:TIR Missed:PGPINC000000153596

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application NoPassword  0.09TIR:TIR Missed:NoneINC000000153690

Yes  15.42TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoError  0.14TIR:TIR Missed:Novell GroupWiseINC000000153849

No  0.14TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoNone  0.37TIR:TIR Missed:Housing and Community Development Grants ManagementINC000000153975

No  0.63TTR:TTR Missed:Application Support Low ClosedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:NoneINC000000155026

No  0.30TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

Application NoNone  0.20TIR:TIR Missed:Internet ExplorerINC000000155266

No  0.46TTR:TTR Missed:Rural South Desktop Support Low ClosedCommunity and Culture

Application NoNone  0.27TIR:TIR Missed:NoneINC000000155540

Yes  23.39TTR:TTR Missed:Application Support Low ClosedCommunity and Culture

Application YesError  1.18TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156634

No  1.57TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoError  0.58TIR:TIR Missed:ContributeINC000000157358

No  0.58TTR:TTR Missed:Metro B Hosting Low ClosedCommunity and Culture

Application NoError  0.19TIR:TIR Missed:Novell GroupWiseINC000000157392

No  0.19TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoPassword  0.26TIR:TIR Missed:Utah Master DirectoryINC000000157418

No  0.26TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000158125

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ClosedCommunity and Culture

Application NoNone  0.18TIR:TIR Missed:NoneINC000000158917

No  0.93TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000159951

No  0.08TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:Cisco AnyConnect VPN ClientINC000000160099

No  0.33TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Application NoNone  0.96TIR:TIR Missed:Novell GroupWiseINC000000161165

No  0.96TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000161709

No  0.00TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Application NoNone  0.81TIR:TIR Missed:BlackBerryINC000000162020

No  0.81TTR:TTR Missed:Capitol Desktop Support Low ResolvedCommunity and Culture

Application NoReporting  0.11TIR:TIR Missed:ContributeINC000000162962

No  2.26TTR:TTR Missed:Application Support Low ResolvedCommunity and Culture

Application NoNone  0.65TIR:TIR Missed:NoneINC000000163630

No  0.65TTR:TTR Missed:Application Support Low ResolvedCommunity and Culture



Application YesNone  9.03TIR:TIR Missed:NoneINC000000164074

Yes  9.03TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000164753

No  0.35TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:ContributeINC000000164763

No  0.31TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000164812

No  0.10TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Application NoPassword  0.00TIR:TIR Missed:NoneINC000000164865

No  0.10TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoPassword  0.91TIR:TIR Missed:Utah Master DirectoryINC000000165083

No  4.47TTR:TTR Missed:Help Desk Low ResolvedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:NoneINC000000165875

No  0.00TTR:TTR Missed:Help Desk Low ResolvedCommunity and Culture

Network

Network NoPassword  0.11TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153154

No  0.11TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158444

No  0.00TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159617

No  0.03TTR:TTR Missed:Metro B Help Desk Low ResolvedCommunity and Culture

Network YesIncident  2.03TIR:TIR Missed:NoneINC000000161836

Yes  4.56TTR:TTR Missed:Metro B Hosting High ResolvedCommunity and Culture

Network NoNone  0.51TIR:TIR Missed:Novell GroupWiseINC000000163232

No  1.36TTR:TTR Missed:Capitol Hosting Low ResolvedCommunity and Culture

PC/Laptop

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000151469

Yes  16.79TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoError  0.09TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000152186

Yes  7.92TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoVirus  0.00TIR:TIR Missed:Microsoft Windows XP Professional [4]INC000000152671

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000153888

Yes  7.84TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000155585

No  0.09TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000155657

No  0.10TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop YesNone  1.25TIR:TIR Missed:NoneINC000000156553

No  1.59TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop YesError  2.59TIR:TIR Missed:NoneINC000000158791

No  2.59TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000159434

No  0.19TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

PC/Laptop NoPerformance  0.46TIR:TIR Missed:NoneINC000000160659

No  3.07TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop YesError  1.45TIR:TIR Missed:NoneINC000000161466

No  1.45TTR:TTR Missed:Metro B Desktop Support Medium ResolvedCommunity and Culture



Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000153869

No  0.22TTR:TTR Missed:Metro B Help Desk Low ClosedCommunity and Culture

Print/Copy/Scan/Fax YesNone  1.26TIR:TIR Missed:NoneINC000000154428

Yes  6.19TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000155424

No  5.89TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Print/Copy/Scan/Fax NoIncident  0.02TIR:TIR Missed:NoneINC000000164782

No  2.02TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Print/Copy/Scan/Fax YesNone  5.69TIR:TIR Missed:NoneINC000000165367

No  5.69TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Telecom

Telecom NoFeature  0.37TIR:TIR Missed:NoneINC000000154067

No  0.37TTR:TTR Missed:Voice Operations Low ClosedCommunity and Culture

Telecom NoArea Code  0.06TIR:TIR Missed:NoneINC000000155606

Telecom NoArea Code  0.30TIR:TIR Missed:NoneINC000000155606

No  0.06TTR:TTR Missed:Voice Operations Medium ClosedCommunity and Culture

No  1.07TTR:TTR Missed:Voice Operations Medium ClosedCommunity and Culture

Telecom NoDial Tone  0.17TIR:TIR Missed:NoneINC000000160196

No  0.36TTR:TTR Missed:Voice Operations Low ResolvedCommunity and Culture

Telecom NoHardware  0.22TIR:TIR Missed:NoneINC000000160782

No  3.81TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedCommunity and Culture

Telecom NoCall/Receive  0.09TIR:TIR Missed:TelephoneINC000000161818

Telecom NoCall/Receive  0.00TIR:TIR Missed:TelephoneINC000000161818

No  0.09TTR:TTR Missed:Voice Operations High ResolvedCommunity and Culture

No  0.78TTR:TTR Missed:Voice Operations High ResolvedCommunity and Culture

Telecom NoNone  0.18TIR:TIR Missed:NoneINC000000161908

No  0.18TTR:TTR Missed:Voice Operations Low ResolvedCommunity and Culture

Telecom NoDial Tone  0.09TIR:TIR Missed:TelephoneINC000000162822

No  0.21TTR:TTR Missed:Voice Operations High ResolvedCommunity and Culture


